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Abstract 
 
 
These days all organizations are realizing the importance of service quality. This research is 
about the impact of service quality towards the customer loyalty at Macy Home Furnishing. 
One of challenges that face by Macy Home Furnishing is how they manage service quality 
which is important towards the customer loyalty. In order to investigate the relationship 
between service quality and customer loyalty at Macy Home Furnishing, there are some factor 
of service quality that will give affect towards  customer loyalty have been identified. The 
survey will be conducted at Macy Home Furnishing by using descriptive research. The 
respondents will be selected among the customers who come to the venue to get the services 
at Macy Home Furnishing. In this research, the service quality is measured through perception 
of the customers toward the service quality of Macy Home Furnishing by using five 
dimensions of SERVQUAL which are tangible, reliability, responsiveness, assurance and 
empathy.  
 
 iv 
 
TABLE OF CONTENT PAGE 
 
Acknowledgement           iii 
List of Figures          vi 
List of Tables           vii 
Abstracts           viii 
 
CHAPTERS 
 
1.  INTRODUCTION 
1.1 Introduction          2
 1.2 Background of company         3 
1.3 Problem Statement         5
 1.4 Research Questions         8 
1.5 Research Objectives         8 
1.6 Significant of Study         8 
1.7 Scope of Study          10 
1.8 Limitation of Study         10 
1.9 Definition of Terms        11 
 
2.  LITERATURE REVIEW 
2.1 Introduction          14 
2.2 Customer loyalty          14 
2.3 Service Quality          15 
2.3.1 Reliability         16 
2.3.2 Tangible         17 
2.3.3 Responsiveness        17 
2.3.4 Assurance        18  
2.3.5 Empathy        19 
2.4 Theoretical Framework         20 
2.5 Research Hypothesis         21 
 
 
 
 3. RESEARCH METHODOLOGY 
 
3.0 Introduction         24 
3.1 Research Design         24 
3.2 Population         25 
3.3 Sampling          25 
 3.3.1 Sampling Frame       25 
 3.3.2 Sampling size                               26
  3.3.3 Sampling Techniques       26 
3.4 Data Collection Method        26 
3.4.1 Primary Data        27 
3.4.1.1 Questionnaire Design       27 
3.4.3 Secondary Data        28 
3.5 Data Analysis         28 
3.5.1 Reliability Statistics       29 
3.5.2 Frequency Distribution Analysis     29 
